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Why customer
listening matters

Customer listening is a strategic advantage.

Done well, it helps organisations:
e Build better products
* Improve relationships

 Understand why customers
behave the way they do

* Shape better strategy
Surveys show patterns.

Conversations reveal meaning.
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Insight comes
from curiosity

Great listening starts with better questions.

My background in journalism taught me to:
 Go beyond surface answers

 Explore context and motivations

* Follow the story behind decisions

Insight rarely appears in the first answer.
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The value of
an independent
listener

Internal teams often struggle to hear
the whole truth.

Why? Because they are protecting the
relationship.

An independent interviewer can:

 Ask harder questions

* Challenge assumptions

* Create a safe space for honest feedback

This often unlocks much richer insight.
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Avoid the biggest
listening traps

Many organisations think they are listening...
but aren’t.

Common mistakes:

» Confirmation bias

* Asking “comfort questions”

* Rushing conversations

* Not creating space for reflection

Real insight requires intentional listening.
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How great
customer
conversations work

Effective listening is a skill, not a script.

Key practices:

» Set clear purpose and context

 Ask open questions

* Follow the thread of the conversation
* Pay attention to pauses and hesitation

Often the most important insight comes
after the pause.
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Where

organisations
go Wrong

Three mistakes appear again and again:

1. Talking to the wrong customers

2. Drawing big conclusions from tiny
samples

3. Failing to show what changed afterwards

If customers don’t see action, they will
stop sharing honestly.
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Surveys vs deep
conversations

Both matter — but they do different jobs.

Surveys Deep conversations
» Scale « Context

* Patterns « Emotion

* Benchmarking * Decision drivers

The real value comes from using both together.
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Listening Is a
leadership skill

Customer listening is really about culture.

RN

Leaders set the tone by: People speak
more openly
when
they feel

heard.

» Asking thoughtful questions
» Reflecting back what they hear
* Creating space for honest discussion

» Acting on feedback
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Final thought

Your customers already hold the
answers to many strategic questions.

The organisations that win are the
ones that create the time, space and
structure to truly listen.

And then act on what they hear.
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